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Line 100- Service Quality Improvement Reporting 
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In the FCC's Public Notice DA 14-951, released May 1, 2014, the FCC waived the requirement 
for price cap ETCs to file a five-year plan. 1 

1 The Public Notice stated, In relevant part: 

We now grant a waiver of this requirement for price cap ETCs for an additional year. 
Because the Bureau just flnallzed the Connect America Cost Model, and price cap 
carriers have not yet had the opportunity to make a state-level commitment for Connect 
America Phase II, we find that it Is not In the public Interest to require price cap ETCs to 
file new five-year plans In 2014 for the same reason as last year: they do not yet know 
which areas thev will be servlna In the future. 



GTC, Inc. St. Joe 
210339 
Line 310 

• I · • . •,,• · I • • I I ; 

REDACTED FOR PUBLIC INSPECTION 



GTC, Inc. St. Joe 
210339 
Line 330 

REDACTED FOR PUBLIC INSPECTION 

e • • t • t I . I . l I I t ' I I . . II t,· t I ' • ! ; I • I · I ' 



GTC Inc. (ST Joe) 
Florida/Georgia 
210339 

REDACTED FOR PUBLIC INSPECTION 

Line 510: Service Q.uallty Reporting/Consumer Protection Rules Compliance 

GTC Inc., hereby certifies that It is complying with applicable service quality standards and consumer 
protection rules. The Company complfes with service quality and consumer protection provisions under 
state law. These provisions include, but are not lfmlted to, the folfowlng: (1) filing a local Exchange 
Tariff pursuant to the requirements of The Florida Public Service Commission which discloses rates, 
terms and conditions of service to customers; (2) compliance with state consumer protection provisions 
relating to Customer Services as Identified In the Code of State Regulations, compliance with provisions 
for Quality of Service as Identified in the Code of State Regulations, compliance with Service Objectives 
as Identified In the Code of State Regulations, compliance with customer Inquiry procedure as identified 
In the Code of State Regulations, compliance with Dispute standards as Identified In the Code of State 
Regulations; (3) compliance with truth-in-billing requirements; and (4) compliance with Federal CPNI 
rules, Red Flag Rules and other appllcable federal and state requirements governing the protection of 
customers' privacy. 

In establishing this certification in Its 2005 ETC Order, 1 the FCC found that an ETC must make "a specific 
commitment to objective measures to protect consumers." 2 The Commission found that for wireless 
ETCs, compliance with CTIA's Consumer Code for Wireless Service would satisfy this requirement and 
that the sufficiency of other commitments would be considered on a ca.se-by-case basis. In this context, 
the FCC stated, "to the extent a wlrellne or wireless ETC applicant Is subject to consumer protection 
obligations under state law, compliance with such laws may meet our requirement.") 

GTC Inc., d/b/a/FalrPolnt Communications does not have any service quality reporting requirements 
with the Florida Public Service Commission. The telecommunications Industry was largely de-regulated 
on retail services In 2011. GTC Inc., d/b/a/FalrPolnt Communications does not have any service ql(ality 
reporting requirements with the Georgia Public Service Commission. 

If a customer has a concern about their FairPoint Communications' service or bllllng, he/she can contact 
repair service, technical support or customer service with Information found on their statement. 
Customers may also contact agencies, through information posted In the phone directory, website, and 
tariff pages. All consumer complaints whether from Attorney Generals' ofnces, Public Utllity 
Commissions, Better Business Bureaus, Federal Communications Commission and all other agencies are 
sent to the FalrPolnt Communications' Maine office via U.S. Mall or by electronic mall at 
consumer@falrpolnt.com. The complaints are directed to the appropriate responsible Company Team 
member within FalrPolnt Communications for resolution and response to the customer. 

1 Fedeml-StnteJoinl Board 011 U11i1•ennl Service, CC Docket No. 96-45, Report and Order, FCC 05-46 (rel. Mar. 
17, 2005) c:·ioos ETC Orr/er"). 
1 Id. al pans. 2&. 

21033911510.pdf 
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Business Continuity Plan Overview 

Introduction 
FalrPofnt Communications, Inc. ("FalrPolnr) Is commKted to maintaining a vigilant state of disaster 
preparedness for the Interests of our custornera, stockholders. employees and other crHfcal stakeholders. 

The purpose of our Business Continuity Plan (BCP) Is to define Iha disaster preparedness and recovery 
prolocols and procedures required to restore FalrPoint's crilfcal business support functions, Inside and outside 
plant systems and operations within FairPolnrs operating footprint. 

BCP components detail FairPoinfs procedures for preparing for and responding to an emergency situation 
affectilg our abUity to deliver core servk:es to our customers and our abllity to meat legal dictates, and regulatory 
requirements. 

This document discusses the following: 
• BCP Scope & Slruc!Ul'e 
• Racovery Strategies and Logistics 
• Plan Maritenance and Exercising 

BCPScope 
FalrPolnfs business continuity response plannlng Is concentrated on two critical operational areas: 

• Customer lntertac!no - II is recognized !hat a "busfness Impact" only occurs when an 9Xfemaf-inler(acina 
element is disrupted. In essence, this means that If FalrPolnt experiences a disruptive event, but one that 
does not breach the outer-shell of the FairPolnt operation and Interrupt aitlcal customer services, customer 
product or other external end-user, then it does not have a business Impact, as defined by the BCP 

• Infrastructure lntearjty - Without crttical infrastructure systems, the ablflty for all other Faff Point business 
operations (back/front office) can come to a hall. It Is these infrastructure systems that provide the critical 
human-factor of our customer-Interfacing services. Critical Infrastructure would address such selVk:es I 
systems as, building space for staff. service utilitles, telecom network, IT network. etc. 

The BCP has been developed to assure the continuity of critical customer Interfacing services and systems 
should a physical Incident or workforce disruption event occur. which affects: 

• IT/IS 
• Administrative and Support Operations 
• Inside Md Outside Plant Operations 
• NOC (Network Operations Center) 
• E-9-1-1 
• Dispatch 
• Repair Center 

FatrPoi'lt has developed response/ recmery strategies addressilg physlcally disruptive Incidents and 
wOO<foroe related disruptive incidents (i.e., work-stoppage and pandemic). All response strategies are based on 
rerovery time objectives of those department functions and critlcal i'lfrastructure sys'9ms essential to sustain 
customer Interfacing seNlces. 
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BCP Stcyctyre 
The BCP consists of several components: 
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• The BCP Manual (an overview of al BCP documents) 
• IR Playbooks (addresses lhe response procedures for Physical and Worilforce related events), 
• Appendices (the IR Playbook procedures llnks to these Resources Files) 
• Department Recovery Plans (Business and Plant Operations) 
• Business Impact Assessments (Business and Plant Operations) 

The Event Response diagram below lcleollftes the overall BCP documentation and how a disruption or Incident 
will dictate which pelh of the BCP wll be followed to restore business operations. 

Once the Incident or disruption occurs, the Impact first needs lo be quickly assessed to detennlne whether it is a 
physically disruptive event (local or regions I) ("Physically Disruptive Event') or a woridorce disruptive event 
(work-stoppage or pandemic) ('V'lork-Force Related Dlsrup!lve Evenr). The dlsrupllon Is always focused on 
critical busiless operations and S8fVices that can Impact cusl.omer Interfacing I deliverables. 
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PANDEMIC 
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Recoyerv Strateales and Loajstics 
Our SCP Is based on the premise that FalrPoint cannot stop disasters from occurring, but we can address the 
IMPACT of Incidents should they occur. Where possible we will provide risk mltlgaUon measures that wlll 
minimize the llkeffhood of having a serious dlsrupllve lneldent but In no case can we eliminate all disruptive 
posslblfltles. The SCP Is triggered by a Disruption Scenario, not a Threat Scenario. FalrPolnt pr&-plans for 
potentlal break-points that can resuH In a customer lnlelfacilg disruption and Incorporates recovery strategies 
that wi11 lnherenUy address any potenual threat and any resulting business dis"'!>lion Impact. The actual ttveat 
(I.e. fire, flood, etc.) Is pertinent only with respect to immediate response actMtles. All subsequent response 
efforts are focused on the assessment of damages (physical losses and recovery duration) and the 
Implementation of restoration and recovery strategies. The restoration of the business servicing operations and 
lofrastructure systems is based on salvage, replacement of systems and alternate functionality measures, which 
are pre.<fefned In the SCP. 

Each depar1ment has developed a re«Nery plan based on its critical operallons as they pertain to the 
deliverables they contribute to OUf' customers. FalrPolnt has lrlaged Iha reoovery effor1s based on the concept 
of customer seMcilg impact. Federal and State regulalory requirements have a high level of consideration in 
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addlUon to the business Impact concerns. The BCP goal Is to minimize the disruption duration as much as Is 
practlcal and provide a level of risk miUgatlon that will maintain critical operaUons. 

The Ten Response Phases of Physical Event are: 
• Incident Notification 
• Vlsual Damage Assessment 
• Incident Stabllizellon 
• Command Center lnlllatlon 
• lnltlal Notifications to Business Departments - to activate plans 
• Primary Site Damage Assessments 
• Ready Alternate Restoration Sites 
• Primary Site Salvage & Recovery 
• Business Restoration Process 
• Primary Site Re-established 

Plan Maintenance and Exerc!s!na 
The BCP Is a llvlng document. Updates to the plan are ongoing with changes Incorporated annuaBy at a 
mlnlrmm. Individual plan componenls are scenario tested with oversight from FalrPolnt's Corporate Risk 
Management Team. 
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FCCFORM481 

Line 1010 -Voice Service Rate Comparability 

The pricing of the company's voice services is no more than two standard deviations above 

the applicable national average urban rate for voice service, as specified in the most recent 

public notice, FCC DA 14- 384 released on March 20, 2014. 

For Rates See Attachment: (700) Company Price Offerings (voice) 
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Form 481 line 1210- Terms & Conditions for lifeline Customers 

GTC, Inc. provides a Lifeline Program discount for reslclence service for ellglble low Income customers. 
The LlfeUne Program discount Is applfed lo any month to month residence local service, package or 
bundle offering. The discount Is Intended to ofrset the Subscriber Line Charge and local Une charge, 
although ellglble packages and bundles may have toll callrng Included In the pricing for the offering. 

The price llst pages ouUlnlng the terms of the LlfeUne Program In GTC Inc. In Florida are attached. The 
lerms and conditions of residential basic local exchange servk:e, package and bundle offerings can be 
found at htlp:llwww.tarlffs.net/falrpolnt/tler.asp?ckl=1644. 
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Form 481 Line 1210- Terms & Conditions for Lifeline Customers 

OTC,lno. 
dlblft J?alrPolnt Communications 
Issued By: Mike ·r. Skrlvan 
Vice P~ldent • Regulalory 

Plorld11 Price List No. I 
Secllon3 

Second Revised Pago IOS 
C11nccla First Revlstd P11go I OS 

BPPBCTIVB: August I, 2012 

Gl!NBRAL SBRVICI!S PIUCB LIST 

BASIC LOCAl, BXCHANOB SBRVICB 

3. f I OPERATOR ASSIS'l'BD LOCAL CALLS (cont'd.) 

3.11.3 (c:onl'd. 

e. (cont'd.) 

2. Bmergouoy Calls lo rcconglnz111>!0 oothorizcd clvll 11gencles. 

3. Those cues where a Company operator provides asslslanco to: 

(a) Re-oslabllsh ft call which hns been hllorrupted nfter tho called 
nun1bor h11s been re11obcd. 

(b) Rcnoh the called lolophono wh11rc f1u:lllly· problems prevent 
ouslomor dial completion. 

(c) Place a non-coin sent-paid call for a calling p11r1y wbo 
Identifies himself as being ha11dlcappcd and unable to dial the 
call because of his handicap. 

3.12 LIPBLINll ASSISTANCE 

A. Gc11cral 

I. The lnterslalc Subscriber Lh1e Charge Waiver 11nd Malchlng Progrftlll adoplcd by lhe 
Jllorldft Public Service Commission Is a J,lfoline Assistance Progr11n1 11nd 
provides lbr 11 fc<lcml credlc equal lo S9.'2S plus $3.SO as mnndalod by the 
Florida Pul>llo Sorvloe Commission. Tho fedcrnl nnd Company credits nre 
applied lo the loonl service bills for qu11llrled resldontl11I cuslomers who 
apply for the orodlts nnd participate In RI least ono of the following 
progr.ms: Supple1ne11tal Security Income {SSI). Supplcrncnlol Nulrlllon Ass istance 
(SNAP). Medicaid, Pc:doral Public Ho11slng Assistance, Low Jncome Homo 
Bnorgy Assistance Program, Tempornry AssistRnco to Needy Ft11nllles or tho 
Nnllonnl School Lunch Program's Pree Lnnoh Program. 

In addition, Rosldcnllnl customers wi th household Income al or below 135% 
of the Federal Poverty Ouldollnos for that household slz.o may also qualify 
for Lifollno Asslslance. 

(C) (I} 

I 
(C) 
(T) 
(T) 
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Form 481 Line 1210- Terms & Conditions for lifeline Customers 

ore, 1i1e. 
dlb/a FalrPoint Communlcotlons 
Issued By: Mike T, Skrlvon 
Vice President- Regulatory AIT11lrs 

OBNBRAI. SERVICRS PRICH LIST 

BASIC LOCAL BXCHANOn SBR vrcn 

3.12 J,JFELINB.ASSISTANCB (cont'd) 

A. Ocncral (cont'd) 

I. (cont'd) 

Florida Price Ust No. I 
SecllonJ 

First Rovlsed.P11go 106 
Cancels Original Pago I 06 
l!FPllCTIVB: June I, 2012 

Llfollno Assistance Is avalloblu for one rosldoncc telephone line per household, Ill 
the customer's principal place of residence. 

The Secondary Service Order Chargo "Ill be wnlved for existing customora 
changing to tho Lifeline Assistance program. 

V11callon sorvlce ls not 11ppllcablo to llnell 1vith Llrcllno Assistance. 

2. Applications and Regulations 

Ouldellnes for lmplen1cnta!lon of this program are 111 follows: 

(a) Certlflcntlon l'ro«duros 

(1'} 

All oppllcallons for tlils service are subject to vcrlr1C11tlo11 pcrlodlcally as (T) 
required by the customer or with tho state agency rcspo11siblc for (T) 
odn1lnlstn1tlon of tho qualifying progrMI. 

(b) Processing Ptocedurca 

The Company wlll process all applications and apply tho oppropl'lnte credit 
on lhc subscrlber'11 monthly blll. 

(c) Vorlflcnllon Procedures 

The Co111pany will reconcile and confirm ollglbllity periodically ns (T) 
required. The credit will bo dlsconllnucd on the blll rollowlng wrlllen (T} 
nollfl()alion to lhc subscriber oflnellglblHty. 

(d) '!'he secondary service order chnrge described in Section 4 does not apply 
when an oidstlng cmtomor converts their servlco lo Li!Cllnc Asslslanco. 

(o) Subsci·lbers of Lifeline 11111y request toll blocking at no charge, 111 lieu of a 
deposit. 

(t) Subscribers or l.lfellno \viii 1101 bo dlsconneclcd for non.payment of toll 
chnrgcs. 

(g) LBCs wlll not refuse to co1111ect, reconnect, or provide Llrollne service 
bccauso of unpaid toll chnrges sctYlce. 
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Form 481 Line 1210· Terms & Conditions for lifeline Customers 

OTC, Inc. 
d/b/n JlnlrPolnt Com111unlcallons 
Issued R)': R. Mark Bllmer 
Director, Support Revenues 

Floridn Price List No. l 
Sectlonl 

Orlglnnl P11gc 107 

EJlPBCTJVB: Pcbrulf)' IS, 2012 

OBNBRAL SERVICES Prucn LIST 

BASIC LOCAL BXCHANOB SBRVJCB 

3. 12 LIPBLlNR ASSISTANCE (cout'd) 

A. Oencml (cont'd) 

2. Applications 11nd Reaulatlons (cont'd) 

(b) LBCs 11111y require payment arrnngcmcnts to ho made for 011tst11ndlng debt 
associated with bash: local service and nssoclatcd taxes and fees. Such 
orrangcmcnts 1Y11l be made In 11 manner consistent IYith the company's 
Price I.Isl. If there arc no wriltcn provisions, paysncnt 11rra11gcmc111s aro to 
be made for 11 period of not loss than four months. 

(I) I.Bes· will not require Pft)'mcnt arrangements to be 111ade on other 
unpnld 11mo1111ts as n condlllon of recoMng boslo local service. This 
provision should not preclude LBCs fron\ colleotlng other portions 
of the oul$1ondlng debt by using MY other methods ns arc customary for non· 
J,lfellne snbscrlbcrs. 

(j) Any payment m11de by rho customer on the past-due amount will 
first be crcdltod lo unpaid b11slc local service chnrges. 

(k) If o Ufellnc customer flllls lo pay charges for bnslo 100111 scn•icc, the 
cuslomer's l..lfcllne service nlO)' be disconnected. Tho customer wlll 
then be tre11ted In tho same mnnner as any other existing Llfellno 
s11bsorlber with regard to reconnection nfler n dlscon11e1:1 tor 
nonpaymenl; I.e., It l..lfollno customers arc required to pay 
outstn11dl11a bnslc local service charges before reconnection, this 
provision would apply to nil Llfcllne customers equally regnrdless of 
previous outstanding debls. 

(I) U?Cs m11y decline to provide other local services, lncludlog anolllary 
services, If lho cuslomer has oUCslandlng debt for local service. Such service 
may nol be dcollned for nonpayn10111 of loll service. 
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Form 481Line1210- Terms & Conditions for lifeline Customers 

OTC, Inc. 
d/bla PalrPolnt Con1munlC11tlons 
Jisued By: R. Mark Ellmer 
Director, Su1>port R1wcnues 

Florida Ptlca List No. I 
Section 3 

Orlgl1111I Page 108 

Ellfl!CTIVB: PelJ.ruary IS, 2012 

GBNBRAJ. SBRVJCllS PRICB LJST 

BASIC l.OCAL BXCHANGB SBRVICB 

3.12 LIPBLINE ASSISTANCE (cont'd) 

A. Oeneral (cont'd) 

2. Appllcotions and Regulotlons (cont'd) 

(m) LBCs mny roqulre toll blooking If tho custome1· hu prior unpaid 
toll charges. 

(n) For customers subject to anandalory toll blocking as o rc311lt of unpaid loll · 
chorge1, LRCs may re.quire payment of all unpaid toll chnrgcs and 111 
adcqunte deposit prior to lhe removal of toll blocking. 

(o) LECs will publlolzo tho avallablllly of Llfellno for cuslomors with 
prior unpaid bills In the same manner as they publicize Lifeline In general. 
In pnrtlcular, companies are required to Include lnformalion about Llfollne 
In their directories and provide a bill mes511gc/tnsert on an annual bnsls, 
pursuant lo PPSC Order No, PSC-!>7-1262-POF-TP, In Docket No. 
!>70744-TP, luued October M, 1997. 

3. 12. 1 TRANSl'l'IONAL LIPP.LINE ASSISTANCB PROGRAM 

A. Oeneral 

Translllomll Llfollnc A11sis1a11ea Is a stoic program wliloh provides a 30% reduction of tho 
applicable monthly exohange Oat rato for re1lden1lal bulc local service for sul>scrlbars 
who no longorqunllfy for tho Llfellno Assl1tancc Progriun. 

B. Rogulallons 

A Lifeline A$Slstanco subscriber who requests this sorvioe will rooolvo the discounted 
rate for a period of 0110 (I) year from !he dale the subscriber ceases to be quallficd for 1l1e 
J.lfolino Asslstanco Progrnm. · 
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<010> Study Area Code lCOltU 

<OlS> Stui!y Area Name KA.JJJI. TZUfMOXC CO~AXY 

<020> Pr~~"! ~015 

<030> Contact Name· Person USAC should contact~ this data a.rMc• .:.ludo 

<035> COntact T~ Number· Num~ of person identified in data fine <030> ionuou ext. 

<039> Contact Email Address· Email Address of person identified in data line <030> bf.ahr4of f,'1rpoi:ti~. c:os 

<110> Has your_~pany ·~~_Its ETC ~ificati()ll_from lh~-F~<:? _ _ __ _ --~ L no 

If your • __ nswer to Lint <110> is yws, do _you have an existing §54.202(a) •s _ Q _Q 
<111> ~_l'l.an"_fi1edwlthth~FCQ _ _ _ __ _ _ ___ - -~s/noU __ _ 

If your answer to Une <lll> is yes. then you are rec;uirtd to file a progress 
report. on ~ne <112:> delineating the Jtatus of your company's oistitlg § 
54.202(•1 "S var plan" on file with the FCC,_. it relates to your ptOVision of 
voiee telephony selVicc. U2 Service C-;wllr:y 1"-l'OWl'Cftt. 'R~UM.pc;!t 

<112> Attach Five-Year Ser.Au Quality lmpr011ement P~ or, In subsequent yea,,, 

<113> 

<114> 

<llS> 

<116> 

<117> 

<118> 
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demonstrates coordination with the Tribal govemment pursuant to 

§ 54.313(•){9! Includes: 

<921> Needs MSeSSment and deployment planning with a focus on Tribal 
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Feasibility and sustainability planninc; 

Mari<eting services in a culturally sensitive manner; 
Compliance with Rights of way processes 
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Compliance wit!\ Tribal Business and licensing requirements. 
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